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Introduction

The NCBD 2003 Chartbook Volume 2: Question Item Results presents aggregated results
for each of the CAHPS® Health Plan Survey core question items compiled for the years
2003 and 2002 in the National CAHPS® Benchmarking Database (NCBD). The NCBD
is the national repository for CAHPS® survey data and is intended to support
benchmarking and research related to consumer assessments of care.

Volume 2 of the NCBD 2003 Chartbook is a companion volume to the NCBD 2003
Chartbook Volume 1: Composites and Ratings published in September 2003. Volume 1
presented only the CAHPS consumer reports composites and ratings. This second
volume presents results for the individual question items that make up the consumer
reports composites, and also includes the composites and ratings results. The data
presented for each composite and question item include summary-level distributions of
2003 and 2002 health plan survey results for the following populations:

Adult Commercial

Child Commercial (2002 only)

Adult Medicaid

Child Medicaid

State Children’s Health Insurance Program (SCHIP)
Medicare Managed Care

Volumes 1 and 2 of the NCBD Chartbook are published annually to provide sponsors of
CAHPS surveys and others the most recent national CAHPS survey results available. In
2003, survey sponsors began adopting the new CAHPS 3.0 standard, which reflects
several changes in question items and composites from the previous 2.0 version used in
2002. Because of these survey content changes, and because sponsors submitting data to
the NCBD are different from year to year, the results for 2003 are not directly
comparable to 2002. They are presented together in this report to enable readers to easily
view the results of both years.

Volume 1 of the NCBD 2003 Chartbook includes several sections related to key findings,
background on CAHPS and the NCBD, and data sources and limitations that are not
repeated here. Readers with questions regarding these issues are encouraged to consult
Volume 1 or to contact the NCBD by e-mail at ncbd1@westat.com.




Consumer Reports Composites and Question Item Results

Most of the CAHPS survey questions ask respondents to report on their experiences with
different aspects of their care. These reporting questions are combined into groups that
address the same aspect of care or service to arrive at a broader assessment. CAHPS
reporting questions fall into five major groups, called composites, that summarize
enrollee experiences in the following areas:

Getting needed care

Getting care quickly

Doctors who communicate well
Courteous and helpful office staff
Customer service

The following charts show the distribution of CAHPS survey scores for each of the five
composite categories and the specific question items that make up each of the
composites.'

! The Medicare Managed Care results presented in these charts may differ from other reports due to the inclusion or
exclusion of special beneficiary sub-populations and/or in the use of case-mix adjustment variables. These results,
as well as those presented elsewhere, originate from the same source — the annual survey of Medicare beneficiaries
enrolled in managed care health plans conducted by the Centers for Medicare and Medicaid Services (CMS). For
purposes of this Chartbook, Medicare results shown as 2003 are from survey data collected from September through
December 2002. Medicare results shown as 2002 are from survey data collected from September through December
2001.



National CAHPS Benchmarking Database 2002 - 2003

Getting Needed Care

Combines responses from four questions regarding how much of a problem, if
any, consumers had with various aspects of getting needed care.

A big problem A small problem Not a problem
~— I —

. 0% 20% 40% 60% 80% 100%

Commercial

Adult Commercial 2003 (n=105041) (BT 1% I
Adult Commercial 2002 (n=88583)
Child Commercial 2003 NA

Child Commercial 2002 (n=5406)
Medicaid

Adult Medicaid 2003 (n=34193) [T —19%
Adult Medicaid 2002 (n=42526) [T 5%
Child Medicaid 2003 (n=24246) 77%

Child Medicaid 2002 (n=53830) 81%
SCHIP

SCHIP 2003 (n=13937) 83%

SCHIP 2002 (n=15232) 81%

Medicare

Medicare 2003 (n=120819)
Medicare 2002 (n=130247)

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, consumers had with getting a personal doctor or nurse they
were happy with.

A big problem A small problem Not a problem
~— I —

. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=70020) (O] 77%
Adult Commercial 2002 (n=48224) [ 27%
Child Commercial 2003 NA

Child Commercial 2002 (n=2054)
Medicaid

Adult Medicaid 2003 (n=22338) [14% |  20%
Adlt Medicaid 2002 (n=20733) [T T6%
Child Medicaid 2003 (n=13823) 78%

Child Medicaid 2002 (n=21614) 78%
SCHIP

SCHIP 2003 (n=6596)
SCHIP 2002 (n=6381) 80%
Medicare

Medicare 2003 (n=75374)
Medicare 2002 (n=83160) 75%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, consumers had with seeing a specialist they needed to see.

A big problem A small problem Not a problem
~— I —

. 0% 20% 40% 60% 80% 100%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adut Commercial 2003 (n=61571)
Adult Commercial 2002 (n=50496) 79%
Child Commercial 2003 NA
Child Commercial 2002 (n=1887)
Medicaid
Adult Medicaid 2003 (n=13954) [A7% 1 19%
Adult Medicaid 2002 (n=20752) IS 5%
Child Medicaid 2003 (n=5747) [T 70%
Child Medicaid 2002 (n=15500) [12% 1 6%
SCHIP
SCHIP 2003 (n=751) [T 7%
SCHIP 2002 (n=3226) 7%
Medicare
Medicare 2003 (n=73021) 79%
Medicare 2002 (n=78511) 80%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, consumers had with getting the care, tests, or treatment they
or a doctor believed necessary.

A big problem A small problem Not a problem
~— I —

. 0% 20% 40% 60% 80% 100%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adut Commercial 2003 (n=79112)
Adult Commercial 2002 (n=82041)
Child Commercial 2003 NA
Child Commercial 2002 (n=5229) | ] 7% | 91%
Medicaid
Adult Medicaid 2003 (n=18456) [0% | 17%
Adult Medicaid 2002 (n=37521) 76%
Child Medicaid 2003 (n=9158) 82%
Child Medicaid 2002 (n=49353)
SCHIP
SCHIP 2003 (n=1315)
SCHIP 2002 (n=13237) [1_11% ] 86%
Medicare
Medicare 2003 (n=78575) |_| 10% | 86%
Medicare 2002 (n=113337) |_] 9% | 87%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2 6



National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, consumers had with delays in health care while they waited
for approval from their health plan.

A big problem A small problem Not a problem
/

~ |
. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=34430) 0] 25%
Adult Commercial 2002 (n=81320)
Child Commercial 2003 NA

Child Commercial 2002 (n=5191) |15%] 93%

Medicaid

Adult Medicaid 2003 (n=15292) [W4% |  22%
Adult Medicaid 2002 (n=37374) 78%

Child Medicaid 2003 (n=10669) 81%

Child Medicaid 2002 (n=49155)
SCHIP

SCHIP 2003 (n=10492)
SCHIP 2002 (n=13328)
Medicare

Medicare 2003 (n=40669) 79%

Medicare 2002 (n=112007) || 8% | 89%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

Getting Care Quickly

Combines responses from four questions regarding how often consumers
received various types of care in a timely manner.

Never + Sometimes Usually Always

~— I —
| | [

. 0% 20% 40% 60% 80% 100%

Commercial

Adult Commercial 2003 (n=104335) | 21% I 34%

Adult Commercial 2002 (n=88234) | 19% [ 35%

Child Commercial 2003 NA

Child Commercial 2002 (n=5413) 7%
Medicaid

Adult Medicaid 2003 (n=32834) | 28% [ 28%

Adult Medicaid 2002 (n=42632) | 23% [ 29%

Child Medicaid 2003 (n=24997) [ 2% ] 7%

Child Medicaid 2002 (n=53730) %] 2%
SCHIP

SCHIP 2003 (n=9763) w1 %

SCHIP 2002 (n=15191) 28— %
Medicare

Medicare 2003 (n=115687) [HBR] 7%

Medicare 2002 (n=128794) [T 7%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

When consumers called during regular office hours, how often did they get the help or

advice they needed.

Never + Sometimes Usually

~— [

Commercial
Adult Commercial 2003
Adult Commercial 2002

Child Commercial 2003
Child Commercial 2002

Medicaid
Adult Medicaid 2003
Adult Medicaid 2002

Child Medicaid 2003
Child Medicaid 2002

SCHIP
SCHIP 2003
SCHIP 2002

Medicare
Medicare 2003
Medicare 2002

Always
—
0% 20%

(n=73582) [12%_]

(n=63877) [[13% ]

NA

(n=tz60) [T 7% S

%

7%

(n=23149) [ 9% ]
(n=28249) [ 20% ]

(n=17854) [A2%_]_19%
(n=36323) [12%_] 21%

(n=7739) |__15% |

7%

—

(n=7301) 7% __]
(n=66569) [ _10% | 22%
(n=73143) [11% | 22%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

When consumers needed care right away for an illness, injury, or condition, how often did

they get care as soon as they wanted.

Never + Sometimes Usually Always

~— I —
| | [

. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘

Adult Commercial 2003 (n=43091) B 7o%

Adult Commercial 2002 (n=74191) [_18% | 38%

Child Commercial 2003 NA

Child Commercial 2002 (n=4401) 2% 30%
Medicaid

Adult Medicaid 2003 (n=17717) 9% ] 25%

Adult Medicaid 2002 (n=32667) 8% 1 2%

Child Medicaid 2003 (n=12126) |_12%

19%

26%

26%

=

Child Medicaid 2002 (n=39527) |_15%
SCHIP

SCHIP 2003 (n=4640) |_13%

SCHIP 2002 (n=11278) | 18%
Medicare

Medicare 2003 (n=78774) 1% |

29%

Medicare 2002 (n=104405) [_10% |

26%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

Not counting times consumers needed health care right away, how often did they get an
appointment for health care as soon as they wanted.

Never + Sometimes Usually Always

~— I —
| | [

. 0% 20% 40% 60% 80% 100%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=87293) | 18% | 40%
Adult Commercial 2002 (n=39686) [_13% | 26%
Child Commercial 2003 NA
Child Commercial 2002 (v=3009)
Medicaid
Adult Medicaid 2003 (n=21077) | 22% [ 32%
Adult Medicaid 2002 (n=20345) 2% 7%
Child Medicaid 2003 (n=13887) [T 7%
Child Medicaid 2002 (n=24932) (1% [ 19%
SCHIP
SCHIP 2003 (n=1697) ] ———7%
SCHIP 2002 (n=4837) T 7%
Medicare
Medicare 2003 (n=40024) [T 9%
Medicare 2002 (n=42017) [T 9%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

How often were consumers taken to the exam room within 15 minutes of their appointment.

Never + Sometimes Usually Always

~— I —
| | [

. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘

Adult Commercial 2003 (n=96712) [ 42% [ 39%

Adult Commercial 2002 (n=82137) | 32% [ 43%

Child Commercial 2003 NA

Child Commercial 2002 (n=5090) | 29% [ 44%
Medicaid

Adult Medicaid 2003 (n=24654) | 52% | 5%

Adult Medicaid 2002 (n=37412) | 35% | 7%

Child Medicaid 2003 (n=16908) [ 5% | 5%

Child Medicaid 2002 (n=47600) | 3% [ 4%
SCHIP

SCHIP 2003 (n=2087) [ 5% | 3%

SCHIP 2002 (n=13151) | 5% I 35%
Medicare

Medicare 2003 (n=104202) [ 42% [ 35%

Medicare 2002 (n=113898) | 23% | 44%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2 12



National CAHPS Benchmarking Database 2002 - 2003

Doctors Who Communicate Well

Combines responses to questions regarding how often doctors communicated

well with consumers.

Never + Sometimes Usually Always
~ | —
| | I
Commercial 0% 20% 40% 60% 80% 100%
Adult Commercial 2003 (n=07425) 9% ] —5% . s |
Adult Commercial 2002 (n=82570) [9% | 33%

Child Commercial 2003 NA

Child Commercial 2002 (n=5257) [ 6% | 25%

Medicaid

Adult Medicaid 2003 (n=30547) [HB%—25%
Adult Medicaid 2002 (n=37657) T8 2#%
Child Medicaid 2003 (n=24904) [THEET] 7%
Child Medicaid 2002 (n=49269) TR 21%
SCHIP

SCHIP 2003 (n=12463) [TT2%] 3%
SCHIP 2002 (n=13452) [T 26%
Medicare

Medicare 2003 (n=107048) [T _—25%
Medicare 2002 (n=115410) [T _—25%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How often did doctors or other health providers listen carefully to consumers.

Never + Sometimes Usually
~~— I
| |

. 0%
Commercial

Adult Commercial 2003 (n=97137) |_8%

Adult Commercial 2002 (n=82298) |_8%

Always
—
20% 40% 60% 80%
| %
| e

23%

13%

24%

Child Commercial 2003 NA

Child Commercial 2002 (n=5235) |_|
Medicaid

Adult Medicaid 2003 (n=30378) |

Adult Medicaid 2002 (n=37482) |

13%

22%

Child Medicaid 2003 (n=24809) | 8%

18%

Child Medicaid 2002 (n=48797) |_8%

19%

29%

26%

SCHIP
SCHIP 2003 (n=12352) | 9%
SCHIP 2002 (n=13344) | 9%
Medicare
Medicare 2003 (n=106385) | 6% |

23%

Medicare 2002 (n=114770) [6% ]

22%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2

14



National CAHPS Benchmarking Database 2002 - 2003

How often did doctors or other health providers explain things in a way adults could

understand.

Never + Sometimes

~—

Commercial
Adult Commercial 2003
Adult Commercial 2002

Child Commercial 2003
Child Commercial 2002

Medicaid
Adult Medicaid 2003
Adult Medicaid 2002

Child Medicaid 2003
Child Medicaid 2002

SCHIP
SCHIP 2003
SCHIP 2002

Medicare
Medicare 2003
Medicare 2002

Always

—

0% 20% 40% 60% 80% 100%
(n=97165) [6%] 32%
(n=82371) [6%] 31%

NA
(n=5241)
(n=30348) [[78% ] 23%
(n=37485) [15% |  22%

(n=24825)

76%

(n=48951) [T o7
(n=12333) (IO ___7o%
(n=13330) [ 22%
(n=106454) [T —75%
(n=114839) [T 7%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How often did doctors or other health providers show respect for what consumers had to
say.

Never + Sometimes Usually Always

~— I —
| | [

. 0% 20% 40% 60% 80% 100%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adut Commercial 2003 (n=97136) [T 7%
Adult Commercial 2002 (n=82300) [T] 5%
Child Commercial 2003 NA
Child Commercial 2002 n=5234) ||  21% | 75%
Medicaid
Adult Medicaid 2003 (n=30356) [12% | 23%
Adult Medicaid 2002 (n=37491) T 77%
Child Medicaid 2003 (n=24116) 76%
Child Medicaid 2002 (n=48753) [B% ]  10%
SCHIP
SCHIP 2003 (n=12320) [T 7%
SCHIP 2002 (n=13267) [FE] 2%
Medicare
Medicare 2003 (n=106408) B 25%
Medicare 2002 (n=114712) (B 25%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How often did doctors or other health providers spend enough time with consumers.

Never + Sometimes Usually Always

~— I —
| | [

. 0% 20% 40% 60% 80% 100%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=97091) [13% ] 38%
Adult Commercial 2002 (n=82243) [ 13% | 38%
Child Commercial 2003 NA
Child Commercial 2002 (n=3807) O] 0%
Medicaid
Adult Medicaid 2003 (n=30322) [ 18% | 29%
Adult Medicaid 2002 (n=37477) |_18% | 28%
Child Medicaid 2003 (n=14304) BB 71%
Child Medicaid 2002 (n=27114) T 2%
SCHIP
SCHIP 2003 (n=5754) %] 7%
SCHIP 2002 (n=o847) T 27%
Medicare
Medicare 2003 (n=105787) [T ——50%
Medicare 2002 (n=114110) 0% ] 30%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How often did doctors or other health providers explain things in a way a child could

understand.

Never + Sometimes Usually Always
~— I _—
. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘

Adult Commercial 2003 NA

Adult Commercial 2002 NA

Child Commercial 2003 NA

Child Commercial 2002 (n=5190) B 2%
Medicaid

Adult Medicaid 2003 NA

Adult Medicaid 2002 NA

Child Medicaid 2003 (n=17740) [T 2%

Child Medicaid 2002 (n=48348) BB 79%
SCHIP

SCHIP 2003 (n=11536) 8% __] 42%

SCHIP 2002 (n=13023) [20% ] 3%
Medicare

Medicare 2003 NA

Medicare 2002 NA
NOTE: Response distributions may not sum to 100 percent due to rounding.
NCBD 2002 - 2003 Chartbook Volume 2 18



National CAHPS Benchmarking Database 2002 - 2003

Courteous and Helpful Office Staff

Combines responses from two questions regarding how often office staff were

courteous and helpful.

Never + Sometimes Usually Always
~— I _—
. 0% 20% 40% 60% 80% 100%
Commercial
Adult Commercial 2003 (n=97414) [T 2%
Adult Commercial 2002 (n=82550) [T 29%
Child Commercial 2003 NA

Child Commercial 2002

Medicaid
Adult Medicaid 2003 (n=30528) [_12% | 22%
Adult Medicaid 2002 (n=37634) [_12% | 21%
Child Medicaid 2003 (n=24943) [ 9% | 17%

OOl —— e

Ghild Medicaid 2002 (=49138) DI —T9%
SCHIP

SCHIP 2003 (n=12430) [T 7%
SCHIP 2002 (n=t3410) [T 2%
Medicare

Medicare 2003 (n=107712) I 18% | 78%

Medicare 2002 (n=117723) |1 17% |

NOTE: Response distributions may not sum to 100 percent due to rounding.

79%

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How often did office staff at a doctor’s office or clinic treat consumers with courtesy and

respect.
Never + Sometimes Usually Always
~— I _—
. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 N —— |
Adult Commercial 2002 (n=t2386) [FR] 227 I 7S
Child Commercial 2003 NA

Child Gommercial 2002 (n=5240)
Medicaid

Adult Medicaid 2003 (n=30390) [TST]—18%
Adult Medicaid 2002 (n=37492) (B 7%
Child Medicaid 2003 (n=24813) 80%

Child Medicaid 2002 (n=48894) 78%
SCHIP

SCHIP 2003 (n=12361) [3%_] 26%
SCHIP 2002 (n=13352) ] 25%
Medicare

Medicare 2003 (n=105068) [ 12% | 85%

Medicare 2002 (n=114226) || 11% | 86%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How often were office staff at a doctor’s office or clinic as helpful as consumers thought

they should be.

Never + Sometimes Usually Always
~— I _—
. 0% 20% 40% 60% 80%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=97199) 3% ] 35%
Adult Commercial 2002 (n=82347) [T10%] 35%
Child Commercial 2003 NA
Child Commercial 2002 (n=5239) [T&] 28%
Medicaid
Adult Medicaid 2003 (n=30400) [15% 1 26%
Adult Medicaid 2002 (n=37497) [15% 1 25%
Child Medicaid 2003 (n=24764) %] ___21%
Child Medicaid 2002 (n=48704) 1% | 23%
SCHIP
SCHIP 2003 (n=12265) [18% ] 3%
SCHIP 2002 (n=13275) [15% ] 29%
Medicare
Medicare 2003 (n=106326) | 6% | 23% 71%

Medicare 2002 (n=114698) | 6%| 23%

NOTE: Response distributions may not sum to 100 percent due to rounding.

100%

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

Customer Service

Combines responses from three questions about getting needed information

and help from your health plan.

Not a problem
/

A big problem A small problem
~~ I

. 0% 20% 40% 60% 80% 100%
Commercial
Adult Commercial 2003 (n=70650) [ 2%
Adult Commercial 2002 (n=64531) %] 30%
Child Commercial 2003 NA

Child Commercial 2002 (n=2678) [ 7% | 24%

Medicaid

Adult Medicaid 2003 (n=19353) [_10% | 22%

Adult Medicaid 2002 (n=26288) |_13% | 24%

Child Medicaid 2003

Child Medicaid 2002 (n=27896) [_11% | 22%
SCHIP
SCHIP 2003 (n=7144) | 8% | 20%
SCHIP 2002
Medicare
Medicare 2003 (n=50338) | 8% | 20%

Medicare 2002 (n=70914) [_10% | 23%

NOTE: Response distributions may not sum to 100 percent due to rounding.

(n=13820) [T 0% 7

(n=10724) [T 0% I

NCBD 2002 - 2003 Chartbook Volume 2
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National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, was it to find or understand information.

A big problem A small problem Not a problem
~— I —

. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘

Adult Commercial 2003 (n=42727) (B %

Adult Commercial 2002 (n=41303) [B%] 3%

Child Commercial 2003 NA

Child Commercial 2002 (n=1501) [BR[____26%
Medicaid

Adult Medicaid 2003 (n=6788) B 2%

Adult Medicaid 2002 (n=14571) (BB 2%

Child Medicaid 2003 (n=4482)

Child Medicaid 2002 (n=15389) [B%] _ 20%
SCHIP

SCHIP 2003 (n=611) [EB 1%

SCHIP 2002 (n=6746)
Medicare

Medicare 2003 (n=17550) B __24%

Medicare 2002 (n=44386) R 27%

NOTE: Response distributions may not sum to 100 percent due to rounding.
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National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, was it to get the help consumers needed when they called
their health plan’s customer service.

A big problem A small problem Not a problem
~— I —

. 0% 20% 40% 60% 80% 100%
Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=47300) [T ___25%
Adult Commercial 2002 (n=42106) [ 13%_] 26%
Child Commercial 2003 NA

Child Commercial 2002 (n=1389) B8] __22%
Medicaid

Adult Medicaid 2003 (n=12942) [T 22%
Adult Medicaid 2002 (n=16316) [ 22%
Child Medicaid 2003 (n=8064) [TH2% 0%
Child Medicaid 2002 (n=13574) [34% ] ___22%
SCHIP

SCHIP 2003 (n=4949) 76%

SCHIP 2002 (n=5858) 75%

Medicare

Medicare 2003 (n=36107) [T0%]__10%
Medicare 2002 (n=43434) [T 70%

NOTE: Response distributions may not sum to 100 percent due to rounding.
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National CAHPS Benchmarking Database 2002 - 2003

How much of a problem, if any, did consumers have with paperwork for their health plan.

A big problem A small problem

~— I —

Not a problem

. 0% 20% 40% 60% 80% 100%

Commercial ‘ ‘ ‘ ‘ ‘ ‘
Adult Commercial 2003 (n=24139) BB 22%
Adult Commercial 2002 (n=29144) [12%] 30%
Child Commercial 2003 NA

Child Commercial 2002 (n=1130) [BR] ___73%
Medicaid

Adult Medicaid 2003 (n=6864) [T 2%
Adult Medicaid 2002 (n=0069) BT 77%
Child Medicaid 2003 (n=6060)
Child Medicaid 2002 (n=11747) [12%_] 24%
SCHIP

SCHIP 2003 (n=3568) (B 2%
SCHIP 2002 (n=3854) RG] 25%
Medicare

Medicare 2003 (n=12261)
Medicare 2002 (n=14983) T3] =%

NOTE: Response distributions may not sum to 100 percent due to rounding.
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Consumer Ratings Question Results

CAHPS was designed with four ratings to distinguish among important aspects of care.
The four questions ask plan enrollees to rate their experiences in the past 12 months (6
months for Medicaid enrollees) with their personal doctor or nurse; the specialist they
saw most often; health care received from all doctors and other health providers; and their
health plan. Ratings are scored from 0 to 10, where 0 is the “worst possible” and 10 is
the “best possible.”

The following charts show the distribution of CAHPS survey scores for each of the four
ratings.’

? The Medicare Managed Care results presented in these charts may differ from other reports due to the
inclusion or exclusion of special beneficiary sub-populations and/or in the use of case-mix adjustment
variables. These results, as well as those presented elsewhere, originate from the same source — the
annual survey of Medicare beneficiaries enrolled in managed care health plans conducted by the Centers
for Medicare and Medicaid Services (CMS). For purposes of this Chartbook, Medicare results shown as
2003 are from survey data collected from September through December 2002. Medicare results shown as
2002 are from survey data collected from September through December 2001.
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National CAHPS Benchmarking Database 2002 - 2003

Overall Rating of Personal Doctor

Using 0 to 10 where 0 is the worst possible and 10 is the best possible, how

would you rate your personal doctor or nurse?

0-6 9-10
\ —
. 0% 20% 40% 60% 80% 100%

Commercial

Adult Commercial 2003 (n=96658) [12% %

Adult Commercial 2002 (n=79892) [12% 35%

Child Commercial 2003 NA

Child Commercial 2002 (n=5016) [T&] 2%
Medicaid

Adult Medicaid 2003 (n=30333) [T5% 2%

Adult Medicaid 2002 (n=35742) 1% 2%

Child Medicaid 2003 (n=25677) [T 25%

Child Medicaid 2002 (n=47723) AT 27%
SCHIP

SCHIP 2003 (n=12556) [THO] 2%

SCHIP 2002 (n=12642) [T 27%
Medicare

Medicare 2003 (n=125637) [C0%] _ 75%

Medicare 2002 (n=135213) [0 24%
NOTE: Response distributions may not sum to 100 percent due to rounding.
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National CAHPS Benchmarking Database 2002 - 2003

Overall Rating of Specialists

Using 0 to 10 where 0 is the worst possible and 10 is the best possible, how
would you rate your specialist?

0-6 7-8 9-10
~— I —

. 0% 20% 40% 60% 80% 100%
Commercial
Adult Commercial 2003 (n=61338) [13%_] 3%
Adult Commercial 2002 (n=50869) [13% ] 3%
Child Commercial 2003 NA
Child Commercial 2002 (n=1824) [T8%] 3%
Medicaid
Adult Medicaid 2003 (n=16287) [ —2%
Adult Medicaid 2002 (n=18152) [H6%—T —2#%
Child Medicaid 2003 (n=6743) [T 2%
Child Medicaid 2002 (n=13637) BT 76%
SCHIP
SCHIP 2003 (n=2786) [T 24%
SCHIP 2002 (n=2023) [CT] 2%
Medicare
Medicare 2003 (n=75042) [T 2%
Medicare 2002 (n=g1368) [CT0%]__21%

NOTE: Response distributions may not sum to 100 percent due to rounding.
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National CAHPS Benchmarking Database 2002 - 2003

Overall Rating of Health Care

Using 0 to 10 where 0 is the worst possible and 10 is the best possible, how
would you rate all your health care?

0-6 7-8 9-10
~— I —

. 0% 20% 40% 60% 80% 100%
Commercial
Adult Commercial 2003 (n=96861) [12%_] 37%
Adult Commercial 2002 (n=81933) [13%_] 38%
Child Commercial 2003 NA
Child Commercial 2002 (n=5228) [T] 3%
Medicaid
Adult Medicaid 2003 (n=30217) 8% ] 2%
Adult Medicaid 2002 (n=37546) [18% ] 7%
Child Medicaid 2003 (n=24838) [T 2%
Child Medicaid 2002 (n=49057) [T 2%
SCHIP
SCHIP 2003 (n=12202) [CT0%] 2%
SCHIP 2002 (n=13312) IO _28%
Medicare
Medicare 2003 (n=105600) (9% _—2#%
Medicare 2002 (n=113864) [ 23%

NOTE: Response distributions may not sum to 100 percent due to rounding.

NCBD 2002 - 2003 Chartbook Volume 2



National CAHPS Benchmarking Database 2002 - 2003

Overall Rating of Health Plan

Using 0 to 10 where 0 is the worst possible and 10 is the best possible, how

would you rate your health plan?

0-6 7-8 9-10
~— I _—
. 0% 20% 40% 60% 80% 100%

Commercial

Adult Commercial 2003 (n=111613) | 20% [ 39%

Adult Commercial 2002 (n=92605) | 20% I 38%

Child Commercial 2003 NA

Child Commercial 2002 (n=5518) [ 13% | 36%
Medicaid

Adult Medicaid 2003 (n=38087) | 22% 28%

Adult Medicaid 2002 (n=46806) | 21% I 27%

Child Medicaid 2003 (n=30621) R ——77%

Child Medicaid 2002 (n=59422) [15% ] 28%
SCHIP

SCHIP 2003 (n=18520) (BT 22%

SCHIP 2002 (n=18416) [T 2% T 7
Medicare

Medicare 2003 (n=134124) BB 7%

Medicare 2002 (n=145155) [T 2%

NOTE: Response distributions may not sum to 100 percent due to rounding.
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